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As the bank card business develops rapidly in China, the self-service banking is 
becoming an important tool for the Chinese commercial banks to expand their coverage, 
build the brand image and serve their clients. The products and service offered in 
Shenzhen personal banking and financing business has been booming fast in the fierce 
competition, with the self-service banking demonstrating the above-mentioned features. 
The self-service banking of China Merchants Bank, Shenzhen, when the “benefit 
mechanism and fee-based service” is growing rapidly in the gradually mature market, still 
faces many problems in the business orientation, internal management and distribution of 
benefits.  
Steered by the strategy of intensive development and pursuit of intermediate 
business incomes, the strategic and operational value of the self-service banking has to be 
upgraded and new breakthrough should be made in its value of innovations and ads. As a 
result, the bank executives have to consider managing the self-service banking as the 
profit centers.  
The thesis, based on a large quantity of data and information, contains 6 sections studying 
the process of building the self-service banking of China Merchants Bank, Shenzhen into 
the profit centers. It starts with the general picture of self-service banking in Shenzhen, 
China and the world. Then the thesis uses data to reveal the self-service banking 
development, revenues and expenditures of China Merchants Bank, analyzes the 
problems and solutions in the operations, and explains why the self-service banking 
should be developed into the profit model. In the last part, the thesis studies the feasibility 
and development space of building the profits model in the self-service banking of China 
Merchants Bank, Shenzhen, and the supporting systems needed by the model of profit 
centers, including the organizational structure, management model, internal transfer 
pricing, the incentive-based performance appraisal and business innovations.  
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处于高速发展的状态。截至 2009 年末深圳分行自营存款达到 1802 亿元，其中储蓄
存款 852 亿元；一般性贷款 931 亿元，其中个人贷款 473 亿元；当年营业收入 102
亿元，经济利润 42.36 亿元，非利息净收入 13.3 亿元，其中，零售中间业务收入
6.5 亿元；不良贷款率 0.89%，低于全国招行平均水平。储蓄存款在 2009 年 9 月 30









有超过 10 万户的金葵花客户，管理个人客户总资产 1000 多亿元；较早推出私人银
行服务，深圳分行拥有私人银行客户 2000 多户，管理客户总资产超过 400 亿元②。 
                                                        
① 数据来源：招商银行深圳分行业务简报， 2009 年 12 月。 



















圳分行营业网点 68 家，约占深圳同业网点的 5.4％ ，自营存款市场份额占比为 9.3









助取款机即 ATM、存取款循环机、自助查询机等，下同）数量在 2009 年 10 月份达
到 793 台； 
2. 作为自助银行战略价值的体现，深圳分行的零售柜面替代率高达 89%； 
3. 因为深圳分行的零售客户群庞大，在 2009 年 6 月四大国有商业银行协商调
高借记卡持卡人跨行取款手续费后，深圳分行自助银行跨行取款手续费中间业务收
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第二节      论文的主要内容 



















































































银行渠道建设是与通信技术、信息技术的发展相伴随的。20 世纪 60 年代以前，
银行的渠道主要是物理网点，即有人的银行。渠道形式单一，只能为客户提供面对













 物理网点 自助银行 电话银行 网上银行 手机银行 









服务方式 面对面沟通 单向服务 24 小时服务 24 小时服务 24 小时 











服务对象 所有客户 所有客户 本行客户 互联网客户 手机用户 
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